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Abstract 
This study investigated measures to improve water and sanitation delivery in South African local 
municipalities. The qualitative research approach and exploratory research design were selected 
for this study. Thirty (30) participants were selected to participate in this study through online and 
telephonic interviews due to COVID-19 pandemic. Atlas-ti software (version 8.2) was used to 
analyse data collected from the participants. Themes and categories emerged from the study and 
were discussed adequately by corroborating it with the literature review outcomes to find solutions 
to the study. Major findings disclosed that some local municipalities in the North West province 
do not provide adequate water and sanitation delivery to the residents due to issues related to 
budget implementation plans, limited supply of water resources, lack of personnel training, the 
poor state of infrastructure, poor implementation of legislative frameworks, financial management 
issues, inability to update service development plans, lack of skills, and strategic leadership issues. 
The study recommended that municipal employees should collaborate with residents, conduct 
awareness campaigns, promote emerging innovation options and communication dynamics, install 
leak monitoring and detection sensory machines, ensure effective infrastructural maintenance 
culture, apply service legislation and promote effective strategic/financial management in an 
endeavour to enhance water and sanitation delivery in the municipalities. 
Keywords: Municipalities; Water and sanitation delivery; Service delivery challenges; 
Communication dynamics; Innovation; Residents. 
 
INTRODUCTION  
Local municipalities in the North West province will succeed in delivering equitable water and 
sanitation delivery if the municipal employees will embark on successful implementation plans to 
mobilise revenue from service consumers. Water and sanitation service delivery in some 
municipalities in the North West province has been a disputed issue among residents due to poor 
delivery by the municipal workers (Mleya, 2016:1). The Constitution of South Africa, Section 
152(b) stipulates that local municipalities are the fundamental components of government based 
on their responsibility to ensure that there are sustainable provisions of essential services such as 
water supply and sanitation services. The constitution further stated that local municipalities must 
provide equitable services to the grass root level in a more sustainable way. The fundamental 
characteristics of the responsibilities of local municipalities are to ensure the preservation of 
human dignity and healthy living. The provision of sustainable services places a huge 
responsibility on the local municipalities to ensure that water services such as supplying potable 
drinking water and proper sanitation systems for collection and treatment of sewage are 
maintained.  
According to Statistics South Africa (2017:8), basic services such as water supply and sanitation 
services are vital to improving the quality of life, well-being, and human dignity in all 
communities. Marivete (2014:57) and Khale (2015:680) maintain that residents embark on service 
delivery demonstrations due to dissatisfaction in service delivery. This uprising has been 
intensified over the years and Joel (2020:1) affirms that 173 protests were recorded in 2012, 155 
in 2013, 191 in 2014, 164 in 2015, 137 in 2016, 173 in 2017, and 237 in 2018. Also, the level of 
dissatisfaction with service provision has led to several protests and riots such as in 2016, 2017, 
2018, 2019, and 2020. Some communities have, on several occasions, barricaded the streets due 
to dissatisfaction with the service delivery. The community protests and riots in most places tend 
to result in vandalism of municipal infrastructure and assets such as municipal buildings, 
streetlights, and roads (Sowetan, 2016). Concerning these protests, it has been reported that some 
municipal water service authorities do not have adequate water infrastructure maintenance plans. 
The witnessed failure of municipalities to engage in proper strategic management has left most 
municipalities exposed to crisis management. For example, in most local municipalities in the 
North West province, maintenance is rarely taken as a cultural practice. Yet, because of severe 
resource constraints, these municipalities have been faced with a significant backlog in 
infrastructure maintenance and reconstruction required to provide equitable potable water and 
sanitation services. Insufficient oversight and supervision of contractors, and poor quality of 
artisanship contribute to unnecessary delays in projects.  
Kanyane (2014:90) indicates that communities engage in riots and protests to raise their voices 
and change current challenges that the municipalities are experiencing. Most South African 
municipalities are experiencing pressure to react to community basic water services needs such as 
water supply and sanitation services, not overlooking that some residents (water consumers and 
property owners) are not willing to pay for their municipal bills, which include rates and taxes, 
water consumption and sanitation service fees. In most cases, these issues result in most 
municipalities not being able to execute their obligation of providing the basic needs to their 
communities. Statistics South Africa (2017:8) points out that “the ability of most municipalities to 
provide basic services may be influenced by the income distribution of households” within the 
municipal jurisdiction. It further states that unemployment and poverty play a vital role as it 
contextualises the ability of residents to pay for services, and it implicates the obligations of 
municipalities in collecting revenue that results in the inability to provide adequate services to the 
citizens. 
Currently, municipalities in the North West province have been experiencing civil protests by 
residents due to the inability to deliver basic services, particularly water and sanitation. These have 
led to the municipalities receiving bad reputations and negative media exposures for poor 
performance in terms of provision of service delivery in areas of jurisdiction. Consequently, there 
is a necessity to investigate the factors that affect water and sanitation service delivery in these 
municipalities. The study focused to know the status quo of water and sanitation service delivery; 
identify the key challenges that impact water supply and sanitation service delivery; and to 
perusing measures to enhance water and sanitation service delivery at the municipalities of the 
North West province. 
 
SYSTEMS THEORY 
In the mid-20th century, Ludwig von Bertalanffy advanced the systems theory (Allgemeine 
Systemlehre) in his quest to change Aristotle’s idea that knowledge comes from the whole to the 
parts, and that knowledge comes from parts to the whole (Mele et al., 2010:135; Coetzee & Van 
Niekerk, 2012:3). A system is referred to as a compendium of units that function as a whole in a 
view to achieving agreed objectives (Mele et al., 2010:129). This shows that to accomplish 
specified objectives, all the interacting units in a system should work effectively. Coetzee and Van 
Niekerk (2012:3) argue that the inability to work effectively of a unit in a system would affect the 
efficiency of the entire units of a system. To interact effectively with internal and external 
environments, all units must translate input into output and extract feedback from both 
environments. Systems theorists emphasise the need for departments to have a clear understanding 
of their goals, development strategies, understanding of their contexts, managing their interactions 
with internal and external environments, adjusting to current situations, and being able to cope 
with challenging times (Mele et al., 2010:136). The revenue enhancement model presented in 
Figure 1 depicts the systems model.  
 
 
Figure 1: Revenue enhancement model 
Source: USAID (2005) 
As presented in Figure 1, municipalities can adopt the systems theory to communicate with service 
consumers and understand their problems as this will assist in formulating measures to solve issues 
that may frustrate equitable service provision. The model reveals that payments should be made 
for services consumed while the system should consider capacity building and training, technical 
and socio-economic supports, and institutional backups.  
COMMUNICATION AND SERVICE DELIVERY 
Miriam Webster Dictionary (2017) affirms that communication portrays the interchange of 
information between people via spoken words, symbols, signs, or behaviour. Communication 
known as ‘Communis’ in Latin is ascribed to the comprehension of meanings from a sender to the 
recipient (Lunenburg, 2010:4). In correspondence with this, USAID (2005:26) and Sauer 
(2014:133) state that communication involves all the processes involved in the passing of the 
correct information at the right time to a target audience using the right channels. Moreover, 
Wallace and Roberson’s (2009:29), Valentzas and Broni’s (2011:117) and Wells’ (2011:1) 
indicate that communication includes procedures in disseminating mutual information from one 
person to another using a suitable medium.  
In a typical communication model, two main people, known as the information sender and the 
information receiver, serve as social actors (Lunenburg, 2010:6). In this report, the aim of adopting 
a model is to provide a visual representation to give municipal role-players and residents a broader 
clarification on the contact process (Gavi, 2013:2). The model of communication depicts a visual 
symbol representing the human communication process. According to Figure 2, the sender encodes 
a message to a receiver through a medium and when it is received, a message known as the 
feedback is sent to the sender through a medium. The communication process attains a complete 
process until the sender receives the receiver’s input. Organisations (municipalities in this case) 
must follow suitable platforms to send messages to their customers (residents), thereby ensuring 
that input is received to decide further measures to be taken. In this regard, municipalities should 
ensure that they understand their environment, communicate adequately with the residents, and 
find measures to resolve their problems as immediately as possible to avoid service delivery 
protests. Municipalities can use a mix of electronic media (television, radio sets, YouTube, social 
media, electronic mail (e-mail), desktops and laptops, electronic billboards, and the internet) and 
print media (posters, pamphlets, magazines, inserts, and even newspapers) to inform and educate 
service consumers. 
 
Figure 2: The communication process 
Source: USAID (2005) 
INNOVATION AND SERVICE DELIVERY 
Atkinson (2013:3) affirms that innovation is a process of change where new things such as services 
or goods are invented. This was confirmed by Montgomery and Perry (2011:1) who confirm that 
innovation can be either a breakthrough or an innovation that can be applied for sustenance. A 
breakthrough innovation, according to Montgomery and Perry (2011:4), refers to when people 
create entirely new methods of services or the creation of new goods; also, sustaining innovation 
entails improving goods and services as a replacement or a change. In the view of Stowe and Grider 
(2014:2), Horth and Bunchner (2014:4) and Joyce (2017:120), managers encounter numerous 
challenges concerning the steps required to achieve progress in the work environment. Municipal 
administrators must predict the future by making counter plans to gain a competitive advantage 
through the innovation cycle. Managers must think in inventive ways and recommend various 
steps to address problems that may pose a challenge to the progress of the organisation (Horth & 
Bunchner, 2014:5). In the delivery of water and sanitation delivery, managers can engage in the 
provision of high sensory metres, several means of payment should be devised such as ATM, 
mobile payment, electronic fund transfers, debit orders and stop orders to replace the traditional 
ways of queuing at the municipalities, contemporary communication measures such as social 
media, emails, the internet, YouTube, and SMS should be adopted to convey messages to the 
residents promptly.  
RESEARCH METHODOLOGY 
This study adopted a qualitative approach. Qualitative research refers to the compilation of non-
numerical inquiry using approaches such as participant observation, phenomenology, exploratory, 
or case study to explain findings in a narrative or descriptive account (Maree, 2015:263; Bryman 
& Bell, 2015:21). An exploratory research design was selected for this study, which enhanced an 
in-depth investigation. Open-ended interviews were adopted to collect data from the purposefully 
selected participants. A total of thirty (30) participants were selected for the study, of whom 
twenty-nine (25) participants were finally interviewed online and through telephones. After the 
collection of data, the responses from the participants were analysed using Atlas.ti software 
(version 8.2). The results were presented and corroborated with the literature review findings to 
give a comprehensive view of the study and to find solutions to the problems stated in the problem 
statement. 
 
PRESENTATION OF RESULTS 
The first objective tried knowing the status quo of water and sanitation service delivery at the 
municipalities of the North West province. All the respondents (PA1-PA25) responded to this 
objective and their responses are summarised in Figure 3 
                      
Figure 3: The status quo of water and sanitation delivery  
According to Figure 3, the participants confirmed that the delivery of water and sanitation in the 
local municipalities is poor, while water is considered unsafe to drink presently. The participants 
further indicated the effects of water and sanitation delivery threaten public health and constitute 
poor hygiene. 
As noted in the literature review of the study, several factors limit equitable delivery of water and 
sanitation delivery in South African municipalities. This section of the study perused the factors 
that affect the sustainable delivery of water and sanitation services in the municipalities of the 
North West province. All participants participated in this section and an open-ended interview was 
adopted to allow the participants to express their views.  The responses from the participants are 
summarised in Figure 4. 
 
 
                      Figure 4: Factors affecting the delivery of water and sanitation  
 
According to Figure 4, participants concurred that the poor water and sanitation delivery is 
attributed to the following reasons: budget implementation plan issues, water management 
response issues, limited supply of water resources, lack of training, infrastructural conditions, 
implementation of legislative frameworks, financial management, inability to update service 
development plans, lack of skills, leadership issues, population growth and climate change, and 
wastewater treatment logistics. An explanation and excerpts of each factor are subsequently 
elaborated. 
Budget implementation plan issues 
Concerning the participants’ view on budget implementation plans, participants indicated that it is 
merely a performance tool that views the priorities and goals in achieving set targets. Participants 
indicated that Service Delivery Budget Implementation Plan (SDBIP) needs to be supported with 
the necessary resources to be able to track progress. The participants further disclosed that SDBIP 
represents a guiding tool for providing service delivery, but wrongly utilised in the municipalities. 
Naude (2020:1-2) affirms that SDBIP represents a performance management tool that assists in 
measuring the performance of all functional departments in the service delivery chain. Naude 
(2020:2) further opines that SDBIP should measure the performance of municipalities and serve 
as a legislative document that requires that each municipality meets it stipulations. Some excerpts 
from the participants are as follows: 
 ‘The SDBIP does not effectively guide our conduct, we do things the way we like 
and it is affecting service delivery’. 
 ‘Our SDBIP is frustrated due to financial issues. We have good plans here to 
impact service delivery but sometimes we are frustrated due to financial 
limitations’. 
Water management response issues 
A water management response is very critical in achieving prompt service delivery. Interruptions 
in service supply such as burst pipes, meter leaks, drain blockages, wastewater treatment works, 
pump failures, and electrical panel failures should be reported immediately. All these interruptions 
may require immediate repairs or replacements. The participants concurred that municipalities do 
not adhere to the 24 hours as prescribed in the water consumer charter. The departments tend to 
be more reactive than proactive, which is a challenge that needs to be resolved at the highest level 
by allocating the necessary resources to improve the turnaround time. Mokgobu (2017:70) affirms 
that the inability to respond to water leaks and blockages contributes to poor service delivery in 
South African municipalities. Some excerpts from this category are as follows: 
 ‘We attend to leakages but not prompt because of the logistics in the municipality. 
Sometimes, we have supply issues and lack of materials for maintenance’. 
Project identification and implementation issues 
The project identification and implementation inform the Independent Development Plan (IDP) 
where there should be engagements with the community regarding their needs. The identification 
and assessment are through liaising with the water and sanitation operations department and 
through the engagements, shortcomings, and challenges experienced in operations, maintenance 
and developmental needs. Participants affirmed that there are poor project identification and 
implementation and suggested that there should be consideration of critical areas such as upgrading 
for operations and maintenance or installation of new infrastructure to allow for development and 
timely service delivery. The Department of Provincial and Local Government (2019:11) affirms 
that new projects should be identified by local municipalities while they should endeavour to 
uphold a good maintenance culture to achieve sustainable service delivery. Some excerpts from 
participants are as follows: 
 ‘Project identification and implementation are poor, the administration lacks good 
leadership’. 
 ‘We lack effective management, our projects are not effectively implemented, we 
need strategic leaders who will pioneer the delivery of effective service to 
residents’. 
A limited supply of water resources 
A limited supply of water resources is another issue limiting the supply of water in various 
municipalities of the North West province. Participants attested that the variability of rainfall has 
resulted in the poor rate of the flow of rivers, dams and boreholes, which are the primary source 
of water in the municipality. These findings conform to the affirmations of the Department of 
Water and Sanitation (2015), where it was established that dam levels require sufficient rainfall to 
provide consistent and sufficient water to facilitate the flow of available water sources.  Some 
captured responses are as follows: 
The shortage of rainfall is one of the main reasons for the limited water supply. 
Sometimes the river flows, dams and other sources of water are in short supply, 
which invariably affects water and sanitation delivery. 
Training issues 
The lack of training is another factor limiting the delivery of water and sanitation delivery. 
Participants indicated a lack of skills training such as refresher courses, especially from middle 
management to lower management. This affects how employees deliver services knowing full well 
that there are other smarter ways of delivering services other than the normal conventional way. 
National Business Initiative (2019:5) further confirms the need to improve the skills of the service 
delivery sector and suggested the need for skills development and apprenticeship. 
‘We lack adequate training here, there should be constant training in this 
municipality to ensure that we get acquainted with new methodologies in service 
delivery’. 
 ‘We use to organise employee training in this municipality at least twice a year, 
presently, it is not done anymore due to lack of financial resources’.  
Infrastructural condition 
The deteriorating infrastructural conditions in the municipalities were highlighted by the 
participants. The participants confirmed that the process of monitoring wastewater and water 
treatment is currently insufficient due to the non-availability of on-site instruments such as chlorine 
meters, turbidity meters, ammonia, nitrates, and suspended solids instrumentation to conduct the 
process optimisation. The utilisation of the instruments is to check for water compliance according 
to the Department of Water and Sanitation Water Use Licence (WUL), IRIS Integrated Water 
Information System and South African National Standards (SANS 241) for drinking water. Other 
participants mentioned that the water demand management department struggles with spares, such 
as gauges for measuring pressure and tools for servicing and pressure reducing valves at the water 
network. The mechanical and maintenance department continues to struggle with spares such as 
generators, V-bolts and chain blocks. In the planning and project section, they experience a 
shortage of printing equipment that is required when printing plans for the operations and staff 
maintenance. Toxopeus (2019:1) and National Water Research Strategy (2013:53) opine that 
infrastructural maintenance has been one of the issues facing water and sanitation delivery in South 
Africa and this needs urgent attention to guarantee safe and steady drinking water. Some excerpts 
captured are as follows: 
‘Sometimes we run out of materials for maintenance, also materials for the treating 
water to attain the standard as prescribed by the Department of Water and 
Sanitation Water Use Licence (WUL)’. 
‘In our departments, we are struggling to deliver water and sanitation equitably 
due to lack of infrastructure to maintain water delivery equipment. Adequate 
procurement of the needed materials is not made due to financial issues’. 
Implementation of legislative frameworks 
The implementation of service delivery legislative frameworks is paramount to enhance service 
delivery to residents. Participants highlighted that some aspects of legislation guiding the service 
delivery process are not upheld by the municipality, such as implementing enforcement measures 
to mobilise payment for service delivery. Participants further concurred that some residents who 
vandalise water pipes are not adequately prosecuted and this has recourse and poses a financial 
burden to the water and sanitation department. In the view of Maake and Holtzhausen (2015:253), 
municipalities should ensure that strict measures are taken to maintain and regulate water and 
sanitation delivery to attain sustainability. Also, Enwereji and Kadama (2018:280) pinpoint that 
municipalities should remind residents to always comply with the legislative frameworks to 
achieve quality service delivery. Some excerpts from the participants are as follows: 
 ‘The municipality is not strict in the implementation of legislative precepts, most 
residents do not pay for the services consumed, yet there is no payment 
enforcement. Some residents vandalise water pipes and nothing is done to them. 
We should stand up in this municipality. We should put things right’. 
 
Financial management 
The facilitation of effective financial management is paramount for organisations to attain their 
specific goals. Participants in the study point out that municipalities lack proper financial 
management and resources to facilitate equitable service delivery. The participants also stated that 
most repairs and replacements are frustrated due to a lack of financial resources. Enwereji and 
Kadama (2018:279) confirm that adequate financial management is highly needed in businesses, 
also in municipalities despite not being a business-making venture. Summarised excerpts captured 
in the process of interviews include: 
‘We need adequate financial management skills in this municipality. Municipalities 
are owing a lot of money, sometimes we do not have money to buy the needed 
materials for maintenance and this affects the level of service delivery’. 
Inability to update the service development plan 
Municipalities struggle to update their development plans and this has affected the quality of water 
and sanitation service delivery. Participants concurred that the Water Services Development Plan 
(WSDP) was last updated in 2007. The WSDP plan indicates certain projects and replacement 
programmes that need to be implemented in the municipality. The municipality currently does not 
have the capital needed to update the WSDP, including the implementation of the projects. The 
planning and project departments normally request funding from national and provincial 
governments because of financial constraints. Water and sanitation projects are very expensive, it 
is a challenge to implement all the projects. Toxopeüs (2019:10) affirms that municipalities do not 
adequately update their water service development plans and this has affected service delivery in 
most municipalities in South Africa. Some excerpts from the participants are as follows: 
‘The updating of WSDP has been a problem since 2007, we have financial issues 
that cripple our projects. We even cancel or postpone some projects to future 




Lack of skills 
The skills shortage is one of the main frustrations toward the delivery of equitable water and 
sanitation services. The participants attested that more professionals such as engineers are needed 
in the municipalities. Findings in this section conform to the speech of Auditor General (2019) 
where it was stated that South African municipalities experience inadequate service delivery due 
to a lack of proficient skilled workers such as engineers, technical assistants, financial 
professionals, and strategic managers. Some excerpts captured are as follows: 
 ‘We need skilled and experienced staff, especially engineers and technical 
assistants. Sometimes we have to contract external professionals to work for us, 
which is very expensive’. 
Leadership issues 
Organisations need exceptional leaders who are capable of directing them to the right path. 
Without good leaders, organisations are bound to fail. Participants attested that they need strategic 
leaders who will understand the needs of the external environment and devise strategies to resolve 
issues. However, some participants indicated that so many leadership positions are vacant in the 
municipality and this has resulted in poor performance of some sectors in the water and sanitation 
department. In the view of Louw and Venter (2012:35), a strategic leader understands the internal 
and external environment and creates desired changes within the organisational system. In this 
regard, municipalities should position good leaders who should provide strategic leadership in all 
aspects of governance. Some excerpts from participants are as follows: 
 ‘We need good leaders in this municipality but you can see that most positions are 
vacant here, we don’t know why these positions are still vacant. We are not making 
any progress in our municipalities, it is a leadership issue’. 
Population growth and climate change 
Population and climate change are other vital factors that affect water and sanitation service 
delivery. An increase in urban population has intensified the challenge for municipalities to 
increase water supply. Also, the rate of evaporation and continuous heating of the atmosphere has 
decreased the availability of water. Participants concurred that the impact of climate change is a 
serious concern toward the provision of essential services to the residents. The findings of the 
Intergovernmental Panel on Climate Change (IPCC) (2014) affirm that the desire to improve 
citizens’ access to water (both rural and urban) continues to put more stress on the hydrological 
system because of growing human needs and climate change. Excerpts captured during the 
interviews are as follows: 
‘Climate change has contributed to the problems we have here. The population is 
growing and the source of water is decreasing, we should do something about this 
urgently’. 
Wastewater treatment 
Wastewater treatment is among the challenges municipalities encounter in delivering safe drinking 
water. Participants concurred that the treatment of water is a problem as it is mostly crippled by a 
lack of funding. Also, municipalities always run out of materials needed for water treatment and 
some of these materials take time to be procured. Wastewater is considered a plaguing issue within 
the South African context and this demands various revenue sources (National Business Initiative, 
2019:7). Excerpts from some participants are as follows: 
‘We need more funding for wastewater treatment, sometimes we don’t have 
materials for treatment and this is a serious problem towards delivering timeous 
service to the residents’. 
The next section presents the participants’ responses to research objective 3 
Objective 3 perused measures to enhance water and sanitation service delivery. Participants were 
asked to indicate the measures to enhance service delivery; their responses are summarised in the 
Atlas.ti network diagram in Figure 5. 
           
                          Figure 5: Measures to enhance water and sanitation delivery  
According to Figure 5, participants confirmed that collaboration with residents, awareness 
campaigns, promotion of emerging innovation, leak monitoring and detection, communication 
dynamics, maintenance of infrastructure, strategic management, and the implementation of service 
legislation. A brief explanation of these factors is made subsequently. 
Recommendations of the study 
The following are the recommendations of this study: 
Theoretical recommendations 
The theoretical recommendations are as follows: 
• The municipal employees should adopt the prescript of systems theory to ensure that the 
structural composition function efficiently to achieve equitable service delivery. Also, the 
adoption of the prescript of systems theory will enhance effective communication, gaining 
knowledge about the needs of the citizens (external environment) adapting to current 
circumstances, and having the ability to cope with challenges. 
Recommendations to the municipal workers 
The following recommendations are made to the municipal workers: 
• There should be quick water management response issues to avoid wastage and to enhance 
the quality of service. 
• The municipality should source diverse means of water supply, since there is a limited 
supply of water resources. 
• The municipality should train the staff to attain quality delivery of water and sanitation. 
• The infrastructure should be maintained or replaced. 
• All the vacant positions should be filled immediately to enhance management capacity. 
• Equitable water and sanitation delivery should be guaranteed in the municipality to meet 
up the mandates as stipulated by the Constitution of South Africa. 
• Efficient budgets should be made and implemented adequately. 
• All the legislative frameworks should be enforced to enhance the payment for the services 
consumed. 
• Equitable financial management should be employed by the management to ensure that the 
maintenance of infrastructure and replacements are not frustrated by finance. 
• Management should always update service development plans. 
• There should be on-the-job training to enable employees to acquire more skills. 
• The municipality should engage strategic leaders who should always thrive to attain the 
objectives of the municipality. 
• The wastewater treatment logistics should be effectively facilitated. 
• The municipal workers should always collaborate with residents. 
• The municipality should always organise awareness campaigns to educate residents. 
• The promotion of emerging innovation should always be facilitated to upsurge the methods 
of payment. 
• The municipality must adopt emerging communication dynamics to ensure that they 
communicate to all residents and at the quickest possible time. 
Recommendations to the residents 
The following recommendations are made to the residents: 
• The residents must report leakages to the municipality as soon as possible. 
• The residents should always abide by the social contract law by paying their municipal 
bills consistently and timeously as this will enable the municipality to provide more 
services. 
• Residents should abide by the legislation and by-laws guiding the provision of water and 
sanitation. 
• The residents should be good citizens and should not vandalise government property or 
tamper with the water pipes. 




This study perused the water and sanitation delivery in the North West provincial municipalities 
as service delivery has been a deputed issue in the area. Three major objectives underpinned this 
study, which include; to know the status quo of water and sanitation service delivery; to peruse the 
factors that affect the sustainable delivery of water and sanitation service in a municipality; to 
peruse measures to enhance water and sanitation service delivery. A qualitative research approach 
and an exploratory design were selected to seek solutions to the problems of the study. Data were 
collected from twenty-five (25) municipal workers who responded to the online interviews. Data 
were analysed using Atlas.ti software (version 8.2). The results of the study were corroborated 
with the literature review to provide answers stated in the problem statement of the study. Findings 
obtained from the study depict that the poor service delivery witnessed at most municipalities of 
the North West province is because of inefficient management of available human and material 
resources. Findings further disclosed that poor service delivery could be salvaged if the 
municipalities should employ strategic management options and adopt all the recommendations 
made by this study. Above all, the adoption of communication dynamics and emerging innovation 
options should be highly embraced by the municipal role-players to achieve equitable service 
delivery. As stated in the introduction of this study, local municipalities will succeed in delivering 
equitable water and sanitation mandates if the municipal employees embark on successful 
implementation plans to mobilise revenue from consumers, implement holistic water conservation 
and demand management programmes. 
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